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Why  Few  Want  to  Be 
The  CIO  Anymore 


The  Help  Desk 
Is  Hot  Again 

17  If  you  thought  tech  support  was 
(loomed  to  be  outsourced  or  automated, 
in.  Hiring  for  the  help  desk  is  up. 


Out-of-Pocket 

Expense 

22  IT  spending  is  up  again,  but  trainir 
budgets  haven't  kept  pace.  Many  IT  pros  ^ 
are  taking  matters  into  their  own  hands. 


OPINIONS  I  16  Thornton  A.  May  sees  a  bright  future  for  IT  pros  who  strive  to  integrate 
ting  IT  behaviors  throughput  the  enterprise.  I  28  Paul  Glen  says  you're  putting 
r  in  jeopardy  if  you  expect  your  employer  to  take  responsibility  for  your  training. 


businesses.  I  Microsoft  vows 
to  tell  customers  about  NSA 

data  requests.  I  3  Hackers 
may  find  many  new  targets 

as  the  Internet  of  Things 


NEWS  ANALYSIS 

4  The  U.5.  is  in  danger  of 
falling  behind  in  the  race  to 


companies  like  Google  and 
Amazon  could  save  the 
economy  by  pursuing  seemingly 
off-the-wall  research. 


SUPERC0MPUTIN6 


App  Store  for  HPC  Software  Tods  Planned 


Aing  is  that  the  technol^  is  out  of 
the  reach  of  the  otganizations  that 
could  benefit  frotn  it  most.  The  Ohio 
Supercomputer  Center  (OSC)  hopes  to  do 
something  about  that  by  opening  an  app  store. 
Thegoalistoh . 


For  example,  be  said,  a 
ing  a  part  to  reduce  drag  on  a  tractor-trailer 
could  use  an  app  to  run  a  simulation  across  tag 

cores  of  the  OSCs  8,soo-oore  system.  The  cost 
would  likely  be  about  Saoo  to  $5(x>  to  run  the 


Due  to  open  by  the  second  quarter  of  next 
year,  the  store  will  initially  offer  one  applica¬ 
tion  and  several  tools  that  have  been  potted 
fire  the  Web.  The  plan  is  to  eventually  spin  off 
AweSim  into  a  private  cott^any  arrd  populate 
the  store  with  thousands  of  apps. 

Chalfcer  said  AweSim  has  raised  about  $6.s 


including  Procter  &  Gamble. 

Tom  Lange,  director  of  modeling  and 
simulation  in  P&G’s  corporate 
R&D  group,  said  he  hopa  the 
company's  supply  chain  partners 


tools  in  its  apps,  and  it's  working  on  agree¬ 
ments  with  major  HPC  software  vendors  to 
make  parts  of  their  tools  available  as  apps. 


*  as.  National  Security  Agency 
contractor  Edward  Snowden  that 
the  NSA  engages  in  dragnet  surveil¬ 
lance  ot  email,  phone  records  and 
mobile  location  data  of  people  in 
the  as.  and  abroad. 

m  a  blog  post.  Brad  Smith. 
Miaosotl's  general  counsel  and 
executive  vice  president  of  legal 
and  corporate  affairs,  said  the  com- 


Microsoftisalso 
worWngwithotherserviceprovid- 
m  to  mate  sure  customer  data  is 
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Unux  Worm  Exploits  Internet  of  Things 


braise  ted  flags  about  the  Internet  of 
Things,  warning  that  the  number  of 
systems  that  can  be  backed  and  at¬ 
tacked  will  grow  exponentially  as  the  network 
of  connected  devices  expands. 

Security  vetxlar  Symantec  has  discovered  a 
worm  that  targets  a  small  subset  of  Internet  of 
Things  (loT)  devices,  such  as  Linux-based  home 
routers,  set-top  boxes,  security  cameras  and 
industrial  control  systems,  by  exploiting  an  old 
PHP  vulnerability  that  was  patched  last  year. 

The  worm  generates  IP  accesses  randomly, 
sends  out  HTTP  post  requests  and  then 
spreads.  No  attacks  have  yet  been  found  in  the 
wild,  Symantec  reported. 

Mote  broadly,  matters  have  been  com¬ 
plicated  by  “ventfors  of  devices  with  hidden 
operating  systems  and  software  who  have  con¬ 
figured  their  products  without  asking  users,' 
Symantec  said.  'Many  users  may  not  be  aware 
that  they  are  using  vulnerable  devices." 
Security  researchers  do  not  discount  the 


idea  that  the  loT  will  serve  as  an  attack  vector, 
hut  nrany  say  the  worm  Symantec  fiiund  likely 

Ken  Westin,  a  researcher  at  security  vendor 
Tripwire,  says  the  exploit  targets  PHP-CGI 
(Common  Gateway  Interfoce),  which  most 
Linux  systems  don’t  use. 

That  said,  the  worm  does  represent  a 

Westin  said  in  an  email,  adding,  “It  serves  as  , 
a  good  reminder  that  there  should  always  be  a 
firewall  between  routets  arxl  the  Internet.” 

Security  expert  Bruce  Schneier  didn't 
address  Symantec's  find^  but  said  he's 
concerned  about  the  btoarfor  risks  associated 
with  the  Internet  of  Thirigs.  In  many  cases, 
loT-connected  systems  are  using  firmyrare 
that  can  be  hard  or  impo^ible  to  patch. 

Makers  of  the  systems  that  comprise  the 
loT  all  use  “very  cheap  stuff,”  Schneiet  said. 
“There  is  a  hig  problem  waiting  to  happen.” 

-  nitrick  Ihilxidrau 
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Burst 


10.1% 


Touchscreen 
Laptops  Are 
A  Tough  Sell 


ally  catching  on  with  consumers. 

Touch-ready  notebook  PCs  wi 
account  for  about  11%  of  all  lap¬ 
tops  shipped  this  year,  according  to 
research  finn  NPO  DisplaySearch. 
That's  an  improvement  over  2012. 
but  people  still  balk  at  the  premi¬ 
um  prices  typical  of  such  (fevices. 

They  think.  ”1  shouldn’t  have  to 
pay  extra  for  touch;  I  get  it  free  on 
my  smartphone  and  taWef  said 
•  NPO  DisplaySearch  analyst  Rictafd 
Shim. ‘And  there  are  really  no 
apps  that  are  forcing  Of  encourag¬ 
ing  consumers  to  adopt  touch." 

Manufacturers  will  ship  nearly 
20  million  touchscreen  laptops  in 
2013.  according  to  DisplaySearch. 
And  shipments  and  penetration 
rates  will  climb  thror^h  2017, 
when  DisplaySearch  estimates 
that  touchscreen  models  will 


cal  designs  of  touch  notebooks, 
which  often  have  style  flourishes 
that  blacky  laptops  lack. 
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Linux  Worm  Exploits  Internet  of  Things 


SECURITY  EXPERTS  are  starting  to 
raise  red  dags  about  the  Internet  of 
Things,  warning  that  the  number  of 
systems  that  can  be  hacked  and  at¬ 
tacked  will  grow  exponentially  as  the  network 
of  connected  devices  expands. 

Security  vendor  Symantec  has  discovered  a 
worm  that  targets  a  small  subset  of  Internet  of 
Things  (loT)  devices,  such  as  Linux-based  home 
routers,  set-top  boxes,  security  cameras  and 
industrial  control  systems,  by  exploiting  an  old 
PHP  vulnerability  that  was  patched  last  year. 

The  worm  generates  IP  addresses  randomly, 
sends  out  HTTP  post  requests  and  then 
spreads.  No  attacks  have  yet  been  found  in  the 
wild,  Symantec  reported. 

More  broadly,  matters  have  been  com¬ 
plicated  by  “vendors  of  devices  with  hidden 
operating  systems  and  software  who  have  con- 


Ken  Westin,  a  researcher  at  security  vendor 
Tripwire,  says  the  exploit  targets  PHP-CGl 
(Common  Gateway  Interface),  which  most 
Linux  systems  don’t  use. 

That  said,  the  worm  doe^represent  a 

unpatched  routers  and  embedded  systems, 
Westin  said  in  an  email,  adding,  “It  serves  as 
a  good  reminder  that  there  should  always  be  a 
htewall  between  routers  and  the  Internet.” 

Security  expert  Bruce  Schneier  didn’r 
address  Symantec's  finding,  but  said  he’s 
concerned  about  the  broader  risks  associated 
with  the  Internet  of  Things.  In  many  cases, 
loT-connected  systems  are  using  firmware 
that  can  be  hard  or  impossible  to  patch. 


account  for  about  U%  of  all  lap¬ 
tops  shipped  this  year,  according  to 
research  firm  NPO  DisplaySearch. 
Thai’s  an  improvement  over  2012. 
but  people  stHI  baHt  at  the  premi¬ 
um  prices  typical  of  such  devices.  ' 

They  think.  "I  shouldn’l  have  to 
pay  extra  for  loudh  I  get  it  free  on 
my  smartphone  and  tablel.'  said 
NPO  DisplavSearch  analyst  Richard 
Shim.  "And  there  are  really  no 
apps  that  are  forcing  or  encourag¬ 
ing  consumers  to  adopt  touch.’ 

Manufacturers  will  ship  nearly 
20  million  touchscreen  laptops  in 
2013.  according  to  DisplaySearch. 
And  shipments  and  penetration 
rates  will  climb  through  2017, 
when  DisplaySearch  estimates 
that  touchscreen  models  will 
account  for  almost  40%  of  all 
laptop  shipments. 

Microsoft’s  Windows  8  e  not  the 
reason  people  are  buying  touch 
notebooks.  Shim  said,  Touch 
penetration  on  Windows  8  is  still 
relatively  modest.'  he  said. 

Instead,  he  believes  that  people 
base  their  decisions  on  the  physi- 


qnnept,  usiiig  ARM 
chips  frotn  Cambrk^, 
EngUnd-based  ARM 
Holdings  by  2020. 

‘[The  EU]  wants  to  be 
able  to  build  the  exaBop 
otbuyit 


China,  whose  34-peta- 
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US.  Falling  Behind 
InExascaleRace 

WittHNit  funding  or  a  finn  deadline,  the 

not  build  a  next-generation  supercomputer  before 

Japan,  the  EU  or  Oiina.  By  Patrick  Thibodeau 


EE  that  the  us.  will  win  the 
global  race  to  build  the  not  generation  of  SMper- 
computeis  —  exascale  systems. 

Those  machines  would  be  1,000  tunes  &ster 
than  today’s  t.petaflap  systems,  running  at  least 


would  be  massive. 

Today,  US.  companies  —  Hewlett-Packaid,  IBM  and  Intel,  in 
particular  — dominate  the  global  high.perfofniance  computing 
(HPC)  matto.  In  bet.  HP  and  IBM  together  accourtt  Cot  72%  of 


powerful  superoomputets. 

The  lopsiM  US.  market  share  do^'t 
sit  well  in  other  parts  of  the  world.  In  some 
countries.  lesearcfaets  ate  busy  building  new 
drips,  interconnects  and  other  technologies 
inapushtobeat^U.S.toexasca]e.TheEu- 

challengers  to  the  U.S..  which  has  yet  to 
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by  2020.  The  country  is  expected  to  produce  tw 
ioopetaflopsystems,onebuikentii^fromChina- 

“1  think  the  Chinese  ate  two  years  ahead  of  the 
US.."  said  IDC  analyst  Earl  Joseph. 

Kimihiko  Hitao,  director  of  Japan's  Riken  Ad¬ 
vanced  Institute  Cor  Computation  Science,  said 
that  country  also  hopes  to  build  an  exascale  system 
by  2020.  ‘We  are  rather  con6d^‘  said  Hitao. 

Jack  Dongarra,  a  professor  of  cofaqiuter  science 
at  the  University  of  Tennessee  and  a  key  member 
of  the  team  that  compiles  the  Topsoo  list,  said 
Japan  will  likely  meet  its  goal. ‘When  the  Japanese 
put  down  a  plan  to  deliver  a  machine,  they  deliver 
.  the  machine,"  he  said. 

Dongarta  is  less  confidem  about  China's  pros¬ 
pects. ‘They  ate  not  ahead  in  terms  of  software,  they  are  not  ahead 
in  terms  of  applications,"  said  Dongarta.  However,  he  did  note 
that,  unlike  the  US.,  China  is  investing  heavily  in  HPC  initiatives. 

There’s  a  sense  throughout  the  world  that  HPC  development  is 
at  a  critical  juncture.  New  techmiogies  ate  needed  to  build  exa¬ 
scale  systems.  For  example,  DRAM,  which  has  been  used  since 
the  1960s,  is  too  slow  and  too  expensive  to  support  exascale.  One 
possible  successor  to  DRAM  is  phase-change  memory,  whkh 
times  the  performance  of  flash  memory  products. 


I't  be  (orthconring  utile^  the  US.  ov 
;  ixmgtessiooal  gridlock.  Mixed  messages  from  govemmeiri 
officials  are  also  proUematic.  For  instance,  the 
White  House  has  recently  placed  mote  empha- 
sis  on  big  data  than  on  supercomputers. 

Dongarta  and  others  temaiti  optinristic 
that  Congress  will  ultimately  fund  exascale 
developnient  In  the  US.  House,  Rep.  Randy 
Hukgien  (R-lll.)  has  been  working  to  get 
funding  passed,  and  has  18  co-sponsors  bom 
both  parties.  Similar  eftnts  are  underway  iiy  . 
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IT  Moves  to  the  Cloud 
Despite  NSA  Snooping 

The  benefits  of  cloud  computing  are  too  great 
to  ignore,  say  IT  execs  -  but  they  are  wary  of 
government  surveillance.  By  Juan  Caiios  Perez 


they’re  now  more  Ukely  to  cknely  review  agree¬ 
ments  with  vmk>n,  doubfe<lieck  best  practicK 
and  tighten  security  controls. 

opinion  about  cloud  computing.  The  cloud  model 
is  attractive  to  us,"  said  Kent  Fuller,  director  of 
enterprise  infrastructure  services  at  BCBC  Max 
Azria  Group,  which  irses  Microsoft’s  ckud-based 
OfiBce  365  suite. 

Michael  Heim,  global  CIO  at  Whitlpool,  said 
the  NSA  revelations  haven’t  changed  the  appliance 
maker’s  plans  to  move  about  30,000  employees 
from  IBM  Lotus  Notes  to  the  Google  Apps  cloud- 
based  email  and  ccdlaboration  suite. 

“The  capabilities  and  economics  around  the 
cloud  computing  model  are  so  compelling  that 
when  you  artiSdally  try  to  not  take  advantage  of 
them,  you  impact  your  ability  to  ccHnpete,  b«ause 
otbeis  will  take  advantage  of  them,"  Heim  sakL 
The  NSA  scandal  does  worry  cloud  vendors, 
who  say  current  and  prospective  customers 
have  voiced  concerns.  “It’s  not  having  a  mateital 
impact.  But  it’s  certainly  causing  people  to  stop 
and  then  rethink  decisions,’’ said  Rob  Lloyd,  presi¬ 
dent  of  development  and  sales  at  Cisco. 

The  level  of  security  offered  by  cloud  vendors 
rariges  bom  minimal  protection  to  safeguards  that 
are  stronger  than  those  of  on-site  IT  data  centers, 
said  Jos  Creese,  CIO  of  the  Hampshire  County 
Council  in  England. 

“We  need  to  be  pnulem  as  to  who  we  select  in 
cloud  providers,"  said  Brian  Kelley,  CIO  of  Pottage 
County  in  Ohio.“We  certainly  need  to  engage  our- 
sdves  much  more  to  know  where  our  dau  is,  how 
it  is  accessed  and  who  can  access  it." 

ILX:  analyst  Scott  Strawn  warned  COs  to  beware 
of  vetKkxs  that  claim  they  can  completdy  shield 
daU  bom  the  government  “Vendors  have  absolutely 
no  ability  to  make  those  claims,"  he  said.  “The  NSA 
has  a  lot  of  power  to  do  what  they  do." 

Some  IT  chieb  said  they  are  mote  worried  about 


R.EVELATIONS  about  the  U.S.  government’s  massive 

cyberspying  activities  have  spooked  everyday  citizens, 
rankled  politicians  and  enra^  privacy  watchdogs. 
But  IT  leaders  say  that  while  they’re  concerned  that 
NSA  spies  could  gain  access  to  t^r  customers’ per¬ 
sonal  data,  they  aren’t  panicking  —  yet. 

Interviews  with  some  20  high-ranking  IT  executives  in  North 
America  and  Europe  revealed  that  the  alarming  reports  haven’t 
prompted  a  rollback  of  plans  to  ho^  applications  a^  daU  in  the 
cloud.  Many  of  those  interviewed  ackniowledged,  however,  that 


contractors  like  NSA  whistle-blower  Echvard  Snowtlen  than  they 
are  about  goverrunent  mooping. 

Alex  Gorbachev,  CTO  of  Pythian  Group,  a  dau  management 
and  consulting  comparty  in  Ottawa,  Ontario,  said  Snowden 
should  serve  as  a  reminder  that  CIOs  must  be  careful  when  hiring 
n’stafiers,because,fbrexample,manyemailanddatabasead- 
ministrjuors  have  unfettered  access  to  corporate  mailbaies.  * 
Ptnz  is  a  reporter  Jbr  the  IDG  News  Service.  Stephen  LatSMM, 

Chris  Kanracus,  Jolb  Jackfoa  and  Mftael  Mdcins  0/ the 
IDG  News  Service  contrihuled  to  this  story. 


Government  surveillance 
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Michael 

Relich 

This  IT  leader  took  the 
road  less  traveled  to 
his  dream  job:  chief 
operating  officer. 

Mix's  ymir  rnmcttc  tcck  tor? 

'My  Stonge  area  nelworlt  and  Mac 

10  every  device  in  the  house.  I  have 
aboutl.OOOalbuins.- 
Whx  nwsic  do  you  Nke? -I  don't 
Hie  rap,  but  I  have  everything  from 
open  to  blues  to  reggae  to  classic 
rock  10  alternative  to  jazz.' 


If  you  «cm1  la  IT.  Mix  atiiM 

you  do  for  mrfe? -I'd  probably  be  a 


Hacienda  Heights.  Calif. 


AS  EXECUTIVE  VICE  PRESIDENT  AND  CIO  at  Guess  Inc.,  Michael 

Relich  oversaw  Che  retailer’s  giolnl  IT  strategy  and  0  uporidwide  iT  sto^ 
of  more  than  too  people.  His  nineyeor  tenure  in  the  position  earned 
him  a  spot  as  one  of  ^/inalisls  ^  the  MIT  Sloan  OO  Symposium’s 
CIO  Leadership  Award  Z013.  Relich 's  wort  also  earned  him  a  nod 

.  from  Guess  CEO  and  co-founder  Paul  Marciano,  who  in  August  named 
him  the  company's  new  COO.  In  announcing  Relich 's  appointment,  Marciano  cited  his  . 
strupg  operational  shills,  strategic  vision  and  leadership  in  retail  technolcgy. 


odltr  MMS  couldn’t?  The  CIO  job  is  a  little  bit  of  a  barrier.  I  wanted  to  have  this  role, 
this  was  my  ultimate  aspiratioa,  but  it’s  such  an  untypical  path  that  it  seemed  really 
difScuh.  But  now  that  Tve  got  the  COO  job,  I  think  being  00  uniquely  piepared  me 
and  it’s  a  huge  beneht.  If  you  come  in  as  a  CFO,  you  understand^  numbers.  But 
business  is  gettmg  more  complex,  and  the  CIO  is  putting  in  systems  to  solve  problems. 
And  bow  can  you  solve  a  problem  if  you  don’t  understand  what  it  is?  I  was  part  of  the 
team  tlut  bulk  the  systems  infrastructure,  and  I  had  a  good  grip  on  how  tte  company 
works.  Ifdidn’thavethatrexpeiierKe,  hwoirldbedifficirktotalmonthispositicm. 


aO  to  COO?  A  big  part  of  the  COO  role  is 
finanrial  Becaiise  the  traditianal  path  has 

been  via  the  CFO  route,  pec^  [nii^  think 
I]  lack  the  finazice  acumoi.  That’s  [HobaUy 
the  disadvantage.  But  still,  it’s  different  If 
you  worked  as  a  CFO.  I  can’t  compete  with 
that  But  I  don^  think  CFOs  can  con^wte 
with  me  on  the  operations  side. 


DMyMaspirttotlwCOOjob?Istarted 

out  mycareeras  aprograntmer,  so  I  was 
pretty  techniCaLTd  have  managers  come 
in  anti  say,  “Program  this,  program  that," 
but  Iwantedtounderstarrdwfaylwas 
doing  a  particular  task.  Nothing  bothered 
me  mote  than  someone  giving  me  a  task 
without  gtvit^  me  context. 

As  a  CIO,  I  was  getting  frustrated 
because  a  lot  of  times  you  were  treated 
as  if  you  didn’t  ktmw  the  business,  so 

people  wouldn’t  be  open  to  all  the  possibilittes.  As  a  CIO,  I  was  highly  respected,  but 
you  don't  have  that  same  pulL  You’re  trying  to  convince  people.  As  COO,  I  know  the 
systems,  I  know  how  the  process  worl^  and  it’s  amazing  how  that  little  title  change 
can  change  people's  perspective. 


ends.  You  have  two  [types  of]  CIOs.  You  have  Some  guys 
wbo  are  tech  beads  —  they  love  the  technology.  Th^’re  going  to  itse  acronyms  that 

confuse  business  people,  and  tliey’re  the  last  guys  to  get  called  into  meetings.  And 
you  have  CIOs  wto  are  more  bitsiness.<Hiented.  If  y(»Yc  nv 
you  need  to  change  or  become  extinct. 


Sd  Mtal  xakis  1  ftroRf  I?  iRXlRf  tMiRy?  It’s  somebody  who  has  a  very  gorxl  grasp 
their  tearrr,  with  their  colleagues,  and  who  is  also  able  to  build  a  good  team  to  actu- 


Business  is 
always  changing. 

Make  sure  your 
data  center  is 
always  agile. 


The 

Soft  wa  re- Def  i  ned 
Data  Center. 


VMware’s  Software-Defined  Data  Center  delivers 
unprecedented  levels  of  figility,  flexibility  and 


•  choice;  by  extending  virtualization  to  all  data  center 
resources— computing,  storage,  network  and 
security— and  by  automating  management.  So 
businesses  can  deploy  applications  when  and  where 
they  need  them  on  any  device,  in  minutes,  not  days. 
It’s  IT  for  the  rpobile  cloud  era. 

vmware* 

Visit  vmware.com/sddc  .  » 


THE  GRILL  |  MICHAEL  RELICH 


with  all  of  llie  business  ladm,  and  because  I  had 
woficed  here  so  long,  I  had  the  idatkinships  and 
that  helped.  I  was  abte  to  sit  down  and  speak  with 

lenges  were.  And  the  reception  1  got  was  peetty 
good,  h  was, ‘You  understand  my  problems.’’ 

Half  the  challenge  is  to  say  you  really  under¬ 
stand  what  the  problems  are,  and  the  second 
half  was  to  put  together  a  road  map  on  how  to 
deal  with  their  challenges. 


nWiniailwylMtipUlMtyrtiilvlM 

•dMn  In  try  ti  imM?  I’ve  only  been  in  this  job 
twtyi^KHiths,  so  there  haven't  biren  any  huge  mis¬ 
steps.  But  being  in  IT,  you  bhve  to  get  into  detail, 
there's  no  way  arotmd  it  Sometinies,  1  think,  in 
the  COO  role  you  have  to  be  a  little  more  broad. 

>  [You  have]  to  keep  it  at  a  h^ier  level.  And  in 
projects  in  IT,  yhu’re  dealing  with  one  area.  But 
in  the  COO  job  there’s  so  much  that  has  to  be 
^  deak  with  at  one  time,  so  prioritizing  of  time  is  a 
little  bit  of  a  challenge. 


dam  hiclndi  tadmiligy  munrihlltln,  So 


rve  been  in  other  companies  where  you  have 

ledmologists,  ai^  th^’te  the  ones  bringing  the 
technology  and  the  solutions  into  the  company 
and  the  QO  is  more  of  an  executor  —  he’s  not 
developiog  strategy.  I  hated  that. 

If  you’re  going  to  bring  in,  [for  example],  to 
solutions  with  to  databases,  you’re  going  to  end 
up  with  problems.  Business  people  can’t  always 
see  that  And  as  CIO,  you  end  up  getting  blao^ 
for  the  problems.  CIOs  get  fired  for  that. 

On  the  other  hand,  you  have  CnOs  who  an 


and  go  off  and  solve  them  in  the  best  way.  H 
at  this  company,  no  technofogy  happens  until  IT 
is  involved,  and  all  deals  are  negodaed  by  IT.  Fm 
pretty  adamant  that  IT  needs  to  own  this  because 


hwolvw  M(  (tala?  There’s  a  lot  of  dau  to  harvest 
to  figure  out  your  customer,  so  I  think  there  are 
huge  opportunities.  I  canY  say  we've  done  huge 
things,  .to  we’ve  gone  down  the  path. 

You  have  to  put  in  the  infiastructure,  and  you 
need  to  figure  out  how  to  deal  with  structured 
and  unstructured  data.  We  put  in  Vertica,  a 

handle  large  volumes  of  data.  And  we  were  able 
to  mcrease  perfiirmauce  by  so  to  too  times,  so 
we  were  able  to  look  at  analytics. 

Now  we’re  able  to  run  <]ueries  that  used  to 
take  a  day  —  if  they  even  ran,  if  they  didn’t  fail 

we’re  doing  market-basket  analysis,  kxddng  in 
detail  at  what  peofde  ate  buying  online  together 
and  in  the  store  together,  and  using  analytics, 
we  actually  make  suggestions. 


tion  comes  in,  I  think  you’re  going  to  have  huge. 

It’s  mobile  devices,  ooD^xitess  and  in-store.  I  think 
they're  all  gomg  to  get  merged  together. 

We're  experimentiirg  with  some  technology. 
We  put  some  sensors  in  the  store,  so  when  I 
walk  in,  [the  system]  might  not  know  that  it’s 
Mike  Kelich,  to  it  knows  my  photre  and  it  can 
see  how  many  times  Fve  been  in  the  store  and 
my  path  in  the  store. 

And  now  it  can  track  were  you  go.  Do  you 
go  first  to  the  sales  rack,  and  how  krog  do  you 
spend  in  accessories  versus  denim?  Right  now, 

1  know  how  krog  they  stay  and  their  browsing 
patterns.  But  if  I  get  you  to  opt  in  on  our  mobile 
app,  now  1  know  it’s  you.  So  the  next  time  I  can 
pop  you  up  on  an  iPad,  and  all  the  history  you 
have,  and  basically  know  you. 

Think  about  it:  In  the  store,  especially  during 
a  busy  time,  you  have  to  allocate  resources.  Now 
1  can  see  this  is  RacbeL  She  spent  $5,000  last 
.  year,  and  1  know  she’s  a  denim  buyer  and  I  can 
show  her  denim.  Atrd  Mike  buys  only  watches, 

take  that  same  data  on  the  Web  and  change  the 
landing  page  and  change  the  entire  browse  and 
dyruoiically  generate  pages  tailored  to  you. 
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PC  Connection 


s> 


Proven  IT  Leadership  Development 
Designed  and  Led  by  Future-State  CIOs 


»  Chart  your  own  path  based  on  career  aspirations  and  goals 
»  Identify  opportunities  across  known  IT  competencies 
»  Learn  from  high-profile,  experienced  CIO  mentors 
»  Tailor  participation  within  three  areas  of  professional  development 
»  Utilize  Boston  University  and  Harvard  Business  Publishing  courseware 

Pathways:  Start  Your  Journey  Today  ^^SATECtO 


Visit:  council.cio.com/pathways 
Caii:  +1  508.766.5696 
Email:  cec  info@cio.com 


ijcareers 

TURNED  UPSIDE 
DOWN 


^lAL  REPORT  professionals  we  surveyed  say  they  don't  aspire 

to  the  CIO  post.  Surprised?  Turns  out.  they’re  looking 
instead  to  a  wide  array  of  senior  business  positions  that  are  tightly  connected  to 
technology.  Another  surprising  trend:  The  help  desk  is  hot.  with  hiring  on  the  rise. 
And  when  we  asked  about  the  ongoing  need  to  keep  skills  fresh,  nearly  two-thirds 
of  our  respondents  reported  shelling  out  their  own  money  to  get  training. 

Need  help  making  sense  of  it  all?  Read  on  for  practical  advice  for  every  level. 


SPECIAL  REPORT 


I  IT  CAREERS  TURNED  UPSIDE  DOWN 


whiffiiiVi 

Ubeti 


'ANT 
THEaO 

.  ANYMORE 


More  than  half  of  the 
respondents  to  our 
survey  say  they  don't 
aspiretoheaCIO. 

Here's  why  politics,  pay 
and  a  lack  of  prestige  can 
sink  CIO  aspirations. 

BY  JULIA  KING 


years  ago.  Today,  she’s  an 


c 

interest  in  a  CIO  role. 

“Being  a  CIO  doesn't  ofifer 
the  opportunity  to  do  the 
stuff  that  IT  people  lilce  so  much  to  do.  It’s 


Juienka,  who  works  at  Westway  Groi^,  a  bulk 
liquid  storage  company  in  New  Orleans. 
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IT  CAREERS  TURNED  UPSIDE  DOWN 


A  OF 

PERCEPTION? 


Dan  Alien,  an  IT  manager  at  Delta  Children’s  Products  in  New 
York,  deeb  the  same  way.  With  close  to  20  years  in  the  profession, 
he  has  no  desire  to  be  a  CIO  eith». 

“The  IT  management  positions  I  pursue  are  almost  all  hands- 
on  posttions,”  Allen  says.  you  ^ve  to  take  advanu^  of 
the  c^^MMtunities  given  to  you,  but  1  continue  to  work  on  my 
[technical]  c^dfications  because  1  want  to  be  in  an  ei^ineering 
position.  The  CIO  role  doesn’t  appeal  to  roe.  I  discovered  over  the  ^ 
years  that  I  prefer  to  be  hands-on.” 

lurenka  and  Allen  aren't  alone.  In  a  Cocnputenvorld  survey  of  489 

IT  professionals  conducted  in  August  and  September,  55%  of  the 

respondents  said  they  don’t  aspire  to  a  CIO  post.  In  feet,  only  32% 
of  them  said  that  they  have  set  their  caps  for  ITs  top  job.  k)litics. 
relatively  low  pay  and  a  lack  of  prest^  all  register  as  deterrents. 

Yet  there’s  another  reason  for  this  shift  in  career  thinking. 
Technology  professionals  are  being  recruited  to  work  in  market¬ 
ing,  logistics  and  other  functions  outside  IT  as  technology 
becomes  more  deeply  embedded  in  virtually  every  aspect  of  the 
business.' That-trend  is  expanding  the  IT  career  path  horizontally. 
Rather  than  (me  career  ladder  with  CK)  at  the  top  nmg,  there 
are  incieasii^  multiple  careCT  brieves  across  organizations. 

“Thedigitalbusiness  wave  is  bound  to  reignito  interest  in 
information  and  technology  and  to  lure  people  into  different 
areas  of  the  business  as  information  and  tedroology  increase  their 
direct  impact  on  revenue,  markets  and  customers,”  says  Diane 
Morello,  an  analyst  at  Gartner.  “Infcmmadcxi  and  technology  are 
lifebkxxl  for  conq^anies:  No  sin^  department  owns  them.” 

An  Issue  of  Status 

For  Christopher  Barron,  CIO  at  Valerus,  a  Houston-based  oil  and 
gas  services  company,  Computerworid's  survey  findings  weren't 
what  he  expected;  “I  was  surprised  that  the  percentage  [of  tech 
woiheis  win  don't  want  to  be  CIOs]  wasn't  higto,''  he  says. 

Barron  says  he  believes  IT  professionals  today  are  spurning 
the  CIO  role  because  of  the  comparatively  low  sUtus  that  the . 
title  carries  at  most  companies.  “If  people  are  going  to  work  hard 
toward  getting  a  C-level  title,  they  want  it  to  mean  something," 
he.says.  “What  a  lot  of  people  see  is  that  CIOs  don't  wield  either 
the  power  or  authority  commensurate  to  a  C-level  title.” 

Another  big  disincentive:  “The  politics  are;.endless  and  there's 
not  a  lot  of  respect  fw  the  position,"  Barron  says.  “The  C-suite  is 
pretty  apathetic  about  the  QO  position.  What  they  want  is  for 
systems  to  work  and  they  want  no  drama  out  of  IT." 

While  Barron  says  that  he  eiqoys  the  role,  he  believes  the 
modem  ao  has  become  an  ambassador  within  the  C-suite.  “The 
set  of  skills  required  to  be  successful  is  not  what  a  typical  teclmolo- 
gist  would  likely  possess  or,  more  importantly,  value,”  he  notes. 

Interested  Onlookers 

The  politics  and  power  struggles  don't  go  unnotioed  by  the  rank 
and  file.  Additionally,  IT  staffers  say  they  can't  help  but  notice  how 
much  time  the  ao  role  requires.  Many  IT  professionals,  especially 
yoimger  people,  are  urrwillirig  to  trade  off  having  balanced  work 
and  home  lives  for  the  pursuit  of  ITs  top  spot 

“1  watched  nry  VP's  transition  to  the  most  senior  level  and  the 
time  it  takes  to  devote  to  that  positioo  is  too  rtmeh  time  to  give  to 
my  career  for  me,”  says  fiitenka. 

“The  tendency  to  do  more  with  less  means  most  IT  peo{de  are 
spending  a  great  deal  more  time  on  the  job  and  the  level  (ff  ]noduc- 


tivity  required  ofeadi  individual 
u  rankling  up,"  observes  Joseph 
Morgan,  a  progranuner/analyst  at 
Amerigroup,  WellPoint's  govern¬ 
ment  business  division  in  Viiginia 
Beach,  Va.  “There's  a  perception 
that  it  will  only  get  wone  the 
higber  up  you  go  and  you’ll  have 
no  life,"  he  adds.  The  amount  of 
money  aCIO  makes  is  not  enough 
condensation  br  a  lack  of  a  life." 

All  of  which  makes  for  some¬ 
thing  of  a  stalemate.  At  the  same 
time  that  so  many  technology 
Stephanie  Jiirenka:  OOs  profestiooals  aspre  to  advance 

don't  get  to  do  “cool  stuff.”  throu^  tech-fooised,  hands-on 
roles,  more  and  more  of  those 
rr^  are  being  handed  off  to  service  providers  and  contrac¬ 
tors.  Increasingly,  the  tecbnology-rdated  careers  that  remain  at 
non-IT  companies  fell  under  a  kind  of  hybrid  role,  which  requires 
business  and  process  acumen  plus  enou^  IT  erqierietK;^  un- 
derstartd  bow  to  use  technolo^  to  advance  the  busit^r^~^ 

The  upside  of  this  scenario  is  that  talented  technical  prefessiocrals 
have  a  place  to  grow  and  thrive  with  service  providers  that  areiully 
etigaged  with  the  latest  technologies  and  thr^  uses.  . 

“There  are  more  careerpaths  into  and  out  of  lT  than  there 
used  to  be,"  says  Markus  Bierl,  CIO  at  Franke  Foodservice  ■ 
Systems'in  Nashville.  “It's  moch  more  important  that  you  krrow 
d>d  understand  the  business.  I  have  people  in  my  orgartization 
who  came  from  the  business  side  and  I  have  IT  people  whq 
transferred  back  to  a  busitress  role.  An  IT  career  path  is  no  longer 
a  straight  career  path,"  he  says. 

CIOs  from  heahlK^,  financial  services  and  m^ufecturlng  • 
tell  a  similar  story.  Fast-changirrg  business  processes,  the  need  for 


ir^  goverrunent  and  industry  regulation  are  all  working  to  com¬ 
plicate  Bay-today  business.  What  they  need  internally  are  people 
in  IT  with  business  knowledge  atrd  deep  industry  erqrertise. 

"SaaS  and  the  consumerization  of  IT  and  daud  services  are 
driving  a  dear  we<^  between  die  two  branches  of  an  IT  career,* 
says  Bill  Mayo,  senior  IT  director  at  Biogen  Idee,  a  biatecfa 

people  and  switching  them  to  directly  reportir^  to  the  business 
with  a  dotted  line  reporting  back  to  IT.'^ 

The  upshot  is  that  the  most  technical  of  the  teebies  will  likely 
be  pursuing  their  IT  careers  with  service  providers,  while  more 
business-oriented  IT  professkmals  v^  remain  in'ITdepaitinents 
to  manage  contractors  and  oversee  service  provider  agreements 
or  move  into  hybrid  roles  outside  of  IT.  .  . 

“Ultimately,  it’s  the  delivery  of  services  that  is  being  comtnod- 
itized,"  says  Joe  Donnid,  vice  president  of  core  IT  at  Quintiies,a 

“You  are  starting  to  see  a  thirming'out  of  davahaw  adminis-. 
trators  and  other  administrative  resources  because  more  and 
more  companies  are  supplying  managed  services  to  companies," 
Dormici  says.  “Some  of  the  ^lecfelized  positions  in.^rpHoitions, 
such  as  PeopleSoft,  also  begin  to  go  away  because  thm  are  SaaS 
providers. 'Thethacro  trend  is  for  techie  peo^  to  go  to  SaaS  and'  ' 
cloud  companies  and  to  internally  retain  more  business  rotes." 

That  assessment  resonates  with  Allen  at  Delta  CbildieB's 
Products.  “I  see  more  and  more  that  m  the  future  1  will  endup 
at  a  provider  company  or  a  ransulting  company,  providii^  eitto 
infrastructure  or  software  as  a  service,"  he  says.  "More  of  us  [TT  - 
professionals  witbdut  CIO  aspirations]  willend  up  havir^  to 
move  to  those  potions." 

■  An  IT  car^  still  comes  down  to  pursuing  either  a  tecBi^  or. 
managerial  track,  ^  Bob  Dulsl^  director  of  IX  at  the  Chica^ 
Zool(>gicalSociety.’Andthatcac^thro)^totheaOttile.“It’s  •, 
notthatirrqiotfentanymorethatth^knowabMVMwarenrckilitd-'- 
computir^r  be  says.  “The  aO.is  a'diffeiknt  kind  of  person."  • 


A  LEADER 
TO  FOLLOW 


PROBtEM 


IT  CAREERS  TURNED  UPSIDE  DOWN 


Dan  Allen,  an  IT  manager  at  Della  Children’s  Products  in  New 
York,  (eels  the  same  way.  With  close  to  20  years  in  the  profession, 
he  has  BO  desire  to  be  a  CIO  either. 

'The  IT  management  positions  1  pursue  are  almost  all  hatKls- 
on  positions.’’  Allen  .says.  “Yes,  you  have  to  take  advantage 
the  opportunities  given  to  you.  but  1  continue  to  work  on  my 
Itcchnical)  certifications  because  I  want  to  be  in  an  engineering 
position.  The  CIO  rok-  doesn’t  appeal  to  me.  I  discovert  over  the 
years  tkat  I  prefer  to  be  hands-on.” 

lurenka  and  Allen  aren’t  alone.  In  a  Compuferuvdd  survey  of  489* 
IT  professionals  conducted  in  August  and  September,  55%  of  the 
respondents  said  they  don’t  aspire  to  a  CIO  post.  In  fact,  only  32% 
of  them^aid  that  they  have  set  their  for  IT's  top  job.  Politics, 
relatively  low  pay  and  a  lack  of  prestige  all  register  as  deterrents. 

Yet  there’s  antKher  reason  for  this  shift  in  career  thinking, 
lechnolog)'  professionals  are  being  recruited  to  work  in  market- 
ing,  logisticsand  other  functions  outside  of  IT  as  technology 
becomes  more  deeply  embedded  in  virtually  every  aspect  of  the 
business.  That  trend  is  expanding  the  IT  career  path  liorizontally. 
Rather  than  one  career  ladder  with  CIO  at  the  top  rung,  there 

"The  digital  business  wave  is  bound  to  reignite  interest  in 
information  and  lechnolog)-  and  to  lure  people  into  different 
areas  of  the  business  as  information  and  technology  increase  their 
direct  impact  on  revenue,  markets  and  customers."  says  Diane 
Morello.  an  analy'st  at  Qartner.  “Information  atKl  technolog)’  are 
lifeblood  fur  cornpanies:  No  singk*  department  owns  them.  ” 

An  Issue  of  Status 

For  Christopher  Barron.  CIO  at  Valerus,  a  Houston-based  oil  and 
gas  services  company,  Co»npMferu«or/d's  Survey  findings  weren’t 
what  he  expected.  "I  was  surprised  that  the  percentage  (of  lech 
workers  w-fip  don’t  want  to  be  CIOs|  wasn’t  higher.”  he  says. 

Barron  says  he  believes  IT  professionals  today  are  spurning 
the  CIO  role  because  of  the  comparatively  low  status  that  the 
title  carries  at  most  companies.  "If  people  are  going  to  work  hard 
toward  getting  a  C-level  title,  they  want  it  to  mean  something." 
he  sa>'s.  “What  a  lot  of  people  see  is  that  CIOs  don’t  wield  either 
the  power  or  authority  commensurate  to  a  C-leveUitle.  ” 

Another  big  disincentivei'The  politics  are  endless  and  there’s 
not  a  lot  of  respect  for  the  position.”  Barron  says.  "The  C-suite  is 
pretty  apathetic  about  the  CIO  position.'Whawhe)'  want  is  for 
systems  to  wort;  and  they  want  no  drama  out  of  IT.”  > 

While  Barron  says  that  he  enjoys  the  role,  he  believes  the 
modem  CIO  has  become  an  ambassador  w  ithin  the  C-suite.  "The 
set  of  skills  required  to  be  successful  is  not  what  a  typical  technolo- 

interested  Onlookers 

The  pi>litics  and  power  struggles  don't  go  unnoticed  b)’  the  rank 
and  Kle.  Additionally',  IT  staffers  say  they  can’t  help  but  notice  how 
much  time  the  CIO  role  requires.  Many  IT  professionals,  especially 
younger  people,  are  unwillir^  to  trade  off  having  balanced  work 
and  home  lives  for  the  pursuit  of  ITs  top  spot. 

•I  watched  my  VP’s  transition  to  the  most  senior  level  and  the 
time  it  takes  to  devote  to  that  position  is  too  much  time  to  give  to 
my  career  (or  me.  ”  says  Jurenka. 

"The  tendency  to  do  more  with  less  means  most 
spending  a  great  deal  more  time  on  the  job  and  the 
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IT  CAREERS  TURNED  UPSIDE  DOWN 


Focus  on 
iitegradng 
value<reating 
IT  behaviors 
intoevery 
nook  and 
cranny. 


TlNnMMA.IIav 

is  author  o(77ie  Mew 
Know:  Innovation 
Powered  bfAnalYtics 
and  executive  director 
of  the  IT  Leadership 
Academy  at  Florida 
State  College  in 
Jacksonville.  You 
cancontaalmiat 

com  or  follow  him  on 
1Wilter(9deanitja). 


IT  for  the  Whole  Brain  and 
The  Whole  Organization 

WHAT  WILL  REALLY  TURN  IT  careers  upside  down  in  2014  is 

integrating  value-creating  IT  behaviors  into  every  nook  and  cranny 
of  the  enterprise.  It  sounds  simple  imtil  one  rememheis  that  the 
history  erf  our  industry  and  profession  is  one  of  separation. 


One  such  separation  that  will  disappear  is  the 
distinctioa  between  the  technology  itself  and  the 
behavior  that  surrounds  its  deptoyment  and  use. 

In  (act,  future  IT  careers  will  more  behavioral 
than  they  are  technological. 

CJ*.  Snow,  Britidi  scientist  and  public  intellec¬ 
tual,  told  us  that  Western  society  was  irreconcilably 

brain  is  divided  into  halves,  and  we  were  either 
“left-brained''  (logical)  or  “right-brained'  (creatite). 
The  curriculum  at  most  universtties  continues  to  be 

IT  (torn  other  employees  in  the  enterprise.  As  an 

can  tell  you  that  all  this  separation  destroys  value. 

One  can’t  help  but  be  amazed  at  how  digitized 
every  aspect  of  our  lives  has  becortK.  Every  part 
of  human  existence  has  been  impacted  by  IT.  Bill 
Seibeh  uber-entrepreneur,  CEO  and  fautider  of 
Mobkpiity,  delights  audiences  with  his  hulnoc- 
ous  description  of  how  the  various  bits  of  mobile 
functionality(i.e.,acoeierotneter,clocfcandtnicto- 
phone)  have  been  packaged  to  create  a  new  appli¬ 
cation  category  —  sexual  performance  monitoring 
apps.  Technology  is  everywhete  and  everyuihen. 

In  the  wotfcpl^,  there  is  no  job  or  task  that 
doesn't  involve  IT.  Many  executives  seem  fo  forget 

College  at  JacksonviUe,  one  of  the  early  aOs  at 
Clevriand-based  Progressive  Insurance  described 


the  exercise  he  and  his  team  wem  thttrugh  to 

ness  (U.,  doing  business  without  IT).  To  process 
the  volume  of  work  without  IT  would  email 
renting  out  the  old  Richheld  Coliseum,  filling  it 
with  25,000  peofde  armed  with  typewriters  and 
tunning  three  shifts.  The  value  created  by  IT  was 
creatively  attd  unamb^uously  demonstrated. 

IthinkwecanaUagreethatinthemodemwark- 
plaoe,  everyone  works  with  IT.  What  needs  to  be 
done  is  to  acknowlerige  that  firxn  this  day  firrward, 
everyone  works  in  IT.  Don  Marinelli,  bdoved  drama 
professor  and  co-founder  with  Rarxly  Pausdi  (The 
Last  Lecture")  of  the  Entertainrnem  Technology 
Center  at  Carnegie  Mdlon  Univetsity,  puts  to  test  the 
bcBef  that  people  are  either  technical  or  artistic.  The 
brilliant  young  people  at  the  ETC  are  both.  We  have 
to  stress  and  stress  again  that  fecility  with  techne^ 
ogy(value-cteatingbefaaviot)isanecessaryskiIlfor 
everyone,  fob  otK  for  those  who  work  in  IT  will  be  to 
create  that  capability  in  those  who  don't  work  in  rt 

Historically,  popular  media  has  portrayed  the 
separateness  of  IT.  Who  can  forget  the  eminently 
loatbable  programmer  in  the  first  forassic  Park? 
While  contemporary  renditions  of  IT  folk  are  mtxe 
sympathetic  (e.g.,  the  computer  tech  in  Almost 
Human,  the  Fox  police  show  set  in  2048),  stereo¬ 
types  still  prevail.  Even  in  an  imaginary  future 
where  anything  can  happen,  IT  is  still  relegated 
to  the  role  of  turning  machines  on  and  missing 
thetealaction.Ifyoufocusonintegtatingvalue- 
cteating  IT  hefaaviors  into  every  nook  atxl  cranny 
of  the  enterprise,  the  future  will  be  bri^.  * 


SPECIAL  REPORT 


I.F  VOU’RE  LOOKING  for  an  exciting  IT 
job  with  the  city  of  SUunton,  Va.  —  the 
hottest  action  is  at  the  help  desk. 

“That’s  actually  where  most  of  the 
work  is  right  now,"  says  CTO  Kurt 
Plowman,  “Police,  fire,  saniution,  water, 
recreation  —  they’ve  all  got  some  sort 
of  technology  involved  in  almost  every 
job,"  arvl  most  of  that  technrrlogy  is  mobile,  which 
requites  even  mote  assistance.  Workers  who  put  in 
water  Unes,  for  instance,  use  GPS  devices  to  locate 
manholes.  “That  stuff  we  didn't  have  lo  years  ago." 

The  shift  has  prompted  the  city  to  add  another 
help  desk  employee  to  its  five-person  IT  staff  to 


IT  CAREERS  TURNED  UPSIDE  DOWN 


If  you  thought  the  traditionjrt 
help  desk  would  be 
outsourced,  automated 
or  altogether  shut  down, 
think  again.  Hiring  for  the 
heipdeskishot. 

BY  STACY  COLLETT 
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IT  CAREERS  TURNED  UPSIDE  DOWN 


help  field  qucstioiu  from  about  400  muiuci)>al  wofken.  “With 
the  coasumerizatiaa  of  IT.  most  of  the  actioD  right  DOW  is  at  the 
user  level,  rather  than  back  in  the  server  room  or  netwoifcs,* 
Plowman  adds.  *C>ur  help  desk  is  now  our  biggest  interfxe  with 


Make  no  mistake:  Hiring  lor  the  help  desk  is  hot  again.  In  a 
Computerworld  survey  of  489  IT  executives  conducted  in  August 
and  September,  34%  of  the  respondents  said  that  they  expect  to 
hire  mote  help  desk  stafets  in  the  next  12  months. 

The  help  desk  vras  even  listed  atnong  the  top  four  “hot  jobs- for 
the  coming  year  in  a  survey  by  HR  consulting  firm  Mercer  and 
IT  research  firm  Gartner. 

“We  see  that,  traditionally,  the  help  desk  was  very  much 
focused  on  pretty  tactical  types  of  items"  such  as  passwords  and 
software  glitches,  says  Bruce  Barge,  a  Mercer  partner.  “Now  the 
help  desk  is  starting  to  get  involved  with  a  vyider  range  of  activi¬ 
ties,  sudi  as  mobile  and  apps,  that  had  previously  not  been  auto¬ 
mated.  Now  help  desk  ptofissionals  will  have  to  have  a  broader 
skill  sec  or  more  intelligent  support  systems 
sohringcustomers'probleins." 

The  help  desk  now  provides  competitive 


the  chance  to  bring  “high  touch"  back  to  high 
tech.  Today  the  help  desk  also  serves  as  a  vital 
liaison  between  employees’  mobile  technolo¬ 
gies  and  the  networks,  servets  and  applica- 
cions  that  support  them. 

What's  more,  larger  pools  of  seasoned 
professionals  are  seeking  help  desk  positions. 
IT  executives  say.  They’re  finding  that  the 
helpdeskcanudlizetheirwealthofexper- 

escape  the  data  center,  interact  with  people 
and  directly  help  the  business  on  a  d^  basis. 

h’s  all  part  of  a  shift  in  the  help  desk 
philosophy  —  from  order-taker  to  pcoUem- 
sober.  “We’re  changing  from  an  organization 
that  just  takes  a  ticket  and  passes  it  on.  to  a 
group  of  professionals  that  can  own  and  solve 
problems  right  then  and  there,’ says  David 
Stevens,  CIO  of  Maricopa  Coun^,  Ariz.  He 
plans  Co  add  four  new  stafiers  in  2014,  raising 
the  county’s  help  desk  ranks  by  20%.  “Yoo 
could  make  that  a  career  and  feel  like  you’re 
maldogamajorimpactontheorganization.’ 

So  what’s  driving  the  change?  Help  desk 
professkioals  and  IT  experts  say  the  shift  hat 
been  years  in  the  mald^ 

DrMng  OmipctMve  iUtvant^ 


medical  billing  company.'  Billess,  mostlyoan- 
tract  employeet  around  Che  country,  serve  as  the 
help  desk  st^  They  are  in  CO 


organization  that 
just  takes  a  ticket 
andpassesft 
(Niy  to  a  group  of 
professionals  that 
can  own  and  solve 
problems  right 
then  and  thm. 


the  issue  and  decides  whether  he  can  handle  it  or  needs  to  pass  it 
on  to  the  technical  services  group. 

“Everything  we  do  is  ioO%  live  and  instantaneous,  and  that’s  the 
service  that  we  provide.  Without  it,  we  would  be  like  everybody 
else,"  says  Rowland  Dennis,  CTO  and  CIO  at  Scat  Medical  Technol; 
ogies  Group,  part  of  KMD.  “Changes  are  made  very  fast  —  there’s 
not  mote  t^  a  twominute  delay  at  the  longest.  We  do  not  fill  out  a 
service  tickef  and  then  somebody  calls  you  back  in  30  minutes." 

The  company  made  two  help  desk  hires  in  October,  and  Dennis 
says  be  would  like  to  double  the  number  of  billets/help  desk  staffers 
in  2014  to  match  the  doubling  of  business  in  the  past  year.  Those 
new  hires  will  be  seasoned  billing  veterans  with  at  least  10  years  of 
experience,  be  notes,  adding  that  turnover  on  the  help  desk  is  very 
low  because  the  contractors  are  paid  for  perfbctaance. 

Bringing  Back  the  Human  Touch 

After  years  of  outsourcing  the  help  desk  or  replacing  staff  with 
automated  voice  response  systems,  many  companies  are  realizing 
the  value  of  gniog  customers  more  petsonaliz^  attention. 

Brailsfbrd  &  Dunlavey  brought  the  help  desk 
back  under  its  roof  in  FHiriiary  after  outsourc¬ 
ing  it  for  about  18  months. 

“We  determined  that  the  model  just  didn’t 
fit  our  corporate  culture,"  says  Chris  McCay, 
director  of  IT  at  the  Washingtonbased 
program  and  project  management  fitiiL  “We’re 
a  midsize  business,  but  we  have  a  real  boutique 
Savor  in  the  way  we  try  to  present  ourselves  >. 
to  clients.  For  me  to  not  present  the  help  desk 
ne  way  to  our  internal  emp^rees,  it 


we  went  Back  to  an  in-house  modeL’ 

McCay  hired  one  new  help  desk  worker, 
but  says  be  will  expand  the  staff  if  the 
business  sees  the  same  dramatic  growth  it 
experienced  in  2012  and  2013  when  the  firm 
added  30  employees. 

“Help  desk  is  becoming  more  personable 

response  systems  —  that  makes  a  huge  dif¬ 
ference  to  the  customer  base,"  says  Raim 
EIGawly,  technical  architect  at  eClinicalWoiks, 
an  electronic  medical  records  (EMR)  software  ' 
company  in  Westborougfa.  Mass.  In  2ch4,  the 
company  plans  to  add  more  experienced  Tier  I 
help  desk  stafiers  who  already  have  a  working 
knowledge  of  the  EMR  product. 

Demand  fix  help  desk  and  training  staff 
is  definitely  on  the  rise  in  the  healthcare 
sector,  acccKding  to  David  Foote,  CEO  of  IT , 
workforce  research  firm  Foote  Partners  in 
Veto  Beach.  Fla.  Healthcare  facilities  are  still 
woiking  to  comply  with  a  federal  mandate  to 
deploy  EMR  systems.  That’s  driving  iq>  pay  for 
trainers  and  b^  desk  people]  “which  usuidly 
means  demand  is  growing  faster  than  supply, . 
particularly  over  the  last  year,"  Foote  says. 

.“I  think  that’s  why  the  help  desk  has  become 
more  of  a  place  where  people  can  stay,  because 


from  the  health  services  unit  at  the  de¬ 
partment  of  corrections,  which  recently 
added  EMR  software. 

“The  help  desk  to  simply  be  a  cleaiinghoose  where  they 

would  take  in  the  phone  call  and  sh^  it  out  to  sometxxly  dse  to 
solve  the  {xoblem.  Now  we  want  to  embrace  first-call  resolution. 


so  the  skills  they  have  to  have  ate  more 
substantive  than  in  the  past,' Stevens  says. 
“They  must  be  able  to  solve  technical  pt^ 
lems  without  going  to  Tier  2  or  3  support, 
which  is  what  the  trend  used  to  be.  They’re 
coming  in  and  having  the  opportunity  to 
own  more  issues,  ei^nd  their  technical 
knowledge  —  and  it  becomes  mote  of  a 
career  than  a  steppin^tone." 

Stevens  has  alrmdy  hir^  several  people 
who  have  been  in  the  wockfoice  tor  years 
and  have  decided  to  make  the  help  desk 
their  new  home. 

For  example,  Ma^ficopa’s  new  customer 
service  manager,  Steve  Szoiadi,  has  a 

has  worked  in  customer  service  for  22 
years  —  most  recertly  at  a  law  firm  before 
joiriirig  Marknpa  County  in  Oqtofia. 

“I  know  enou^  technology  to  be  darrgerous,  birt  rrry  skill  set 
is  working  with  people,"  Szoradi  explains.  “I  think  this  is  where 
I  fit  in.  I  can  take  and  develop  people  and  build  teams.  I  am 
right  where  1  warrted  to  be.” 

Another  hire  is  help  desk  coordinator  lennifer  Asher,  who 
wtrrked  on  the  help  d^  when  die  started  her  IT  career  2b  years 
ago,  then  transitiooed  to  being  a  network  adnrinistrator  and  an 
engineer  before  ultimately  returning  to  her  help  desk  roots. 

“1  enjoy  working  with  people  —  feeling  their  anxiety  about 
wanting  to  get  something  done"  and  being  able  to  solve  their 
problems,  she  says.  “Here  you  get  t6  be  an  essential  part  of 
making  the  county  run.  It  feds  really  gobd.  Not  that  I  don't  like 
technology  brethren  —  but  sometimes  being  with  techies  all  day 
long  can  wear  you  out." 

Todd  Fuller  has  been  a  netwrirk  administrator  for  seven  years 
at  produce  grower  and  distributor  Allan  Brothers  in  Nacbes, 
Wash.  About  half  of  his  workday  is  often  spent  in  his  dual  role 
as  a  help  desk  trouUeshooter.  He  appreciates  the  chance  to  leave 
his  computer-hardware-strewn' office  for  a  while,  and  “getting 
a  smile  on  somebody’s  ^  after  you’ve  fixed  their  problem,^  he 
says.  “I  get  kudos  SU  the  time  —  like, ‘YouYe  Superman." 

Plowman  says  he  expects  the  help  desk  to  become  a  sou^- 
after  destmation  for  IT  pros  looking  to  become  proficient  in  hot 
new  technologies. 

For  tire  Staunton,  Va.,  IT  department,  the  help  desk  is  “really 
where  tte  cooler,  more  excitir^  stuff  is  right  now,"  Plowman 
says.  “We  just  put  in  a  new  e^ticketing  system  for  the  police. 
That’s  something  we  push  at  the  help  d^  folks.  They  have  to 
understand  it  so  they  can  fix  it  24  hours  a  day.  That’s  pretty  new, 
cool  technology  that  the  help  desk  peo(^  got  to  do,  not  neces¬ 
sarily  the  network  or  server  people." 

The  help  desk  is  evolving  into  a  customer  service  center. 

It’s  being  elevated  to  a  mote  important  business  role  based  on 
the  infonnatioo  and  feedback  that  help  desk  professkmals  can 


provide,  says  Maricopa  County  deputy  CIO  Sandip  Dfardakia, 
adding,  “We’re  transforming  it  to  a  dtivepof  improvements 


they’re  finding  that  they  are  gaining  impor¬ 
tance  for  the  oompany,’'he  adds.  “Before, 
[help  desk  staffms]  were  relegated  to  the 
bottom  of  the  line,  where  people  who 
weren’t  able  to  get  to  the  [interactive  voice 
response  system]  were  routed,"  and  they 
often  ended  up  helping  irate  customers 
who  had  been  on  the  line  for  10  minutes. 

Career  ^  steppingstone 

Several  Markopa  County  agencies  are 
operating  around  the  clock  while  trying 
to  deploy  new  technologies.  So  Stevens 
plans  p)  hire  more  help  desk  staffers  to 
create  a  third  shift  of  experienced  profes¬ 
sionals  for  after-hours  cdls,  such  as  those 


Notthatldoiitlilw 
technology  brtllinii- 
but  sometimes  being 
with  techies  ail.  day 
long  can  wear  you  out 

JENNIFER  ASHERy  HELP  DESK 
COORDINATOR.  MARICOPA  COUNTY.  ARIZ. 
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they’re  finding  that  they  are  gaining  impor¬ 
tance  for  the  copipany,”  he  adds.  “Before, 
(help  desk  staffers]  were  relegated  to  the 
bottom  of  the  line,  where  f>eople  who 
weren’t  able  to  get  to  the  [interactive  voice 
response  system]  were  routed,”  and  they 
often  ended  up  helping  irate  customers 
who  had  been  on  the  line  for  lo  minutes. 

Career  vs.  Steppingstone 

Several  Maricopa  County  agencies  are 
operating  around  the  clock  while  trying 
to  deploy  new  technologies.  So  Stevens 
plans  to  hire  more  help  desk  staffers  to 
create  a  third  shift  of  experienced  profes¬ 
sionals’ for  after-hours  calls,  such  as  those 
from  the  health  services  unit  at  the  de- 


Not  that  I  don’t  like 
technology  brethren  - 
but  sometimes  being, 
with  techies  all  day 
long  can  wear  you  out 

iENNtFEW  ASHER  HELPDESK 
COORDINATOR.  MARICOPA  COUNTY.  ARIZ. 


so  the  skills  they  have  lo  have  are  more 
substantive  than  in  the  pasl,”  Stevens  says. 
“They  must  be  aWe  to  solve  technical  prob¬ 
lems  without  going  to  Tier  2  or  3  support 
which  is  what  the  trend  used  to  be.  Tbe>'re 
coming  in  and  havii^  the  opportunity  to 
own  more  issues,  expand  their  technical 
knowledge  —  and  it  becomes  more  of  a 
career  than  a  steppii^one." 

Stevens  has  already  hired  several  peof^ 
who  have  been  in  the  workforce  for  years 
and  have  decided  to  make  the  help  desk 
their  new  home. 

For  example,  Markopas  new  customer 
service  manager,  Steve  Szoradi,  has  a 
background  in  telecommunications  but 
has  woiked  in  customer  service  for  22 
years  —  most  recently  at  a  law  firm  before 


added  EM  R  software.  _  joining  Maricopa  County  in  October. 

“The  help  desk  used  to  simply  be  a  clearinghouse  where  they  I  “1  know  enough  technology  to  be  dangerous,  but  my  skill  set 
would  lake  in  the  phone  call  and  ship  it  out  to  somebody  else  to  is  working  with  people,"  Szoradi  explains.  “I  think  ^is  is  where 

solve  the  problem.  Now  we  want  to  embrace  first-call  resolution,  ,  I  fit  in.  I  can  lake  and  develop  people  and  build  teami  I  am 

•  right  where  i  wanted  to  be." 


WNtrS  RIGHT  FOR 
TOINnrSHELPDBK? 


•feccMtKyawMyMarillMwttiiiidrpi^ 


Another  hire  is  help  desk  coordinator  Jennifer  Asher,  who 
worked  on  the  help  desk  when  she  started  her  IT  carter  20  years 
ago,  then  transitioned  to  being  a  iMwork  administrator  and  an 
engineer  beibre  ultimately  returning  to  her  help  desk  roots. 

“1  enjoy  working  with  people  —  feeling  their  anxiety  about 
wanting  to  get  something  done"  and  being  able  to  solve  their 
problems,  she  says.  “Here  you  get  to  be  an  essential  part  of 
making  the  county  run.  It  feels  really  good.  Not  that  I  don't  like 
technology  brethren  —  but  sometimes  being  with  techies  all  day 

Todd  Fuller  has  been  a  netwo^  administrator  for  seven  years  . 
at  produce  grower  and  distributor  Allan  Brothers  in^aches. 
Wash.,  About  half  of  his  workday  is  often  spent  in  his  dual  role 
as  a  help  desk  troubleshooter.  He  appreciates  the  chance  to  leave 
his  computer-hardware-sirewn  office  for  a  while,  and  “getting 
a  smile  on  somebody’s  face  after  you’ve  fixed  their  problem,”  he 
says.  “I  get  kudos  all  the  time  —  like,  ’You’re  Superman.’" 

Plowman  says  he  expects  the  help  desk  to  become  a  sought- 
after  destination  for  IT  pros  looking  to  become  profiriehf  in  hot 
new  technologies. 

For  the  Staunton.  Va.,  IT  department,  the  help  desk  is  “really 
where  the  cooler,  more  exciting  stuff  is  right  now,”  Plowman 
says.  “We  just  put  in  a  new  e-ticketing  system  for  the  police. 
That’s  something  we  push  at  the  help  desk  Mks.  They  have  to 
understand  it  so  they  can  fix  it  24  hours  a  day.  That’s  pretty  new. 
cool  technology  that  the  help  desk  people  got  to  do,  not  neces¬ 
sarily  the  network  or  server  people.” 

The  help  desk  is  evolving  into  a  customer  Service  center. 

It’s  being  elevated  to  a  more  important  business  role  based  on 
the  information  and  feedback  that  help  desk  professionals  can 
provide,  says  Maricopa  Count/deputy  CIO  Sandip  Dholakia, 
adding,  “We're  transWming  it  to  a  driver  of  improvements 
made  to  our  systems  and  improvements  made  to  resources  avail¬ 
able  to  customers."  • 

Collett  is  a  Conlputerwarld  contributing  writer.  You  can  contact 
her  at  stcoilen@romcast.nel. 
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Join  us  in 
the  Inner  Circle. 

The  Computerworld  Inner  Circle  Research  Panel  was  established  as  a  way 
for  members  of  the  IT  community. to  share  information  and  gain  insight  into 
various  technology  topics,  including  new  initiatives  and  top  issues  faced  by 
IT  professionals  and  executives. 

* 

Inner  Circle  panel  members  get  exclusive  access  to  results  of  the  surveys 
on  the  panel  site  at:  www.computerworldinnercircle.com.  and  are  eligible  |)r 
some  nice  cash  and  prize  giveaways  for  their  participation.  We  look  forward  to  • 
hearing  your  inputi 

Join  for  Free! 

To  register  as  a  panel  member,  visit  www.computerworld.coiri/haitf 


POCKET 


IT  spending  is  I  kicking  up  again,  but  training  budgets 
have  been  slow  to  recover.  Many  IT  professionals  are 
takingmattersintotheir  own  hands,  by  mart  k.  pratt 


$9,000  earning  an  MBA'fiom  Webster  Univeisity. 

"I  just  kept  doing  it  on  my  own  because  I  wanted  to  advance, 
but  also  this  is  wbat  IT  people  need  to  do  to  stay  employed. 
Everything  changes  so  bst,  you  can’t  not  stay  in  the  education 
stream,”  says  Bubbers,  now  a  senior  network  administrator  at 


Cape  Canaveral,  Fla. 

Bubbers  is  hardly  alone  in  her 
approardi.  IT  spending  may  be  on 
the  rise,  but  training  budgets  aren't 
increasing  at  the  same  pace.  That  has 
left  many  IT  professionals  shouldering 
more  of  their  own  training  costs  as 
they  seek  to  keep  up  with  the  rapidly 


1  a  Cbmputerunrld  survey 
01489  IT  profesaonals  conducted  in 
and  September,  62%  of  the  re¬ 
spondents  reported  that  they  have  paid 
training  out  of  their  own  pockets 
in  order  to  secure  their  careers.  They 
listed  ~kee{^  skills  up  to  date/being 
valuable  to  employer”  and  “finding 


as  their  two  biggest  career 
concerns.  And  78%  said  education  has 

tant  for  their  careers. 

They’re  on  the  right  track,  says  Jack 
Cullen,  president  of  Modis,  a  global 
provider  of  IT  staffirig  services. 

‘IT  workers  are  ri^t  when  they  say 


what  IT  jobs  pay,  the  expectations  from 
employers  are  high,”  Cullen  says. 

He  adds;  “It’s  a  very  competitive 
field,  and  this  is  what  you  have  to  do  to 
stay  competitive.” 

That’s  trot  to  suggest  that  an 
IT  professional  has  to  get  every 
certificatioo  under  the  sun  to  suy 
employed  or  land  a  big  promotion.  But, 

he  says,  the  phim  jobs  and  assignments 

do  indeed  go  to  those  who  have  the 

extra  education  on  their  r^sumfs. 

Training  as  Table  Stakes  ^ 

IT  is  harrlly  the  only  field  with  such 
high  oqrectations  for  ongoing  tram- 
ing.  As  Cullen  points  out,  people  in 
many  other  lines  of  work  face  similar 
pressuretocontinuallyseekprofes- 

fact,  some  professionals,  such  as  CPAs, 
lawyers  and  medical  persoimel,  are 
required  to  take  a  set  number  of  hours 
of  training  if  they  want  to  retain  their 
lioer^  or  rights  to  practice. 

“If  you  really  think  about  it,  rr  is 


TRAINING 

TRUMPS 


62%  38% 


playing  catch-up  to 
years,”  Cullen  says. 

Some  IT  workers  approach  training  the  same  way  people  in  other 
professions  do  —  with  the  sense  that  it’s  essential  to  their  careeis. 

Florida’s  Broward  County.  She  started  in  IT  soon  after  joining  the 
U.S.  Navy  in  2000  and  remained  in  the  fidd  after  receiving  an 
honorable  discharge  in  2008.  * 

She  earned  a  bachelor’s  degree  in  . 
systems  security  bom  the  University  of 
Phoenix  in  2011  and  a  masler’s  degree  in 
informatko  systems,  also  from  the  Uni- ’ 
versity  of  Phoenix,  in  August  She  paid 
thenearly$50,oootuitionfaillnsHigher 
own  money,  loans  and  grants. 

In  addirinn,  Nlplsnn  Kay  pay!  fer  ^ 


Microsoft  products  to  VMviw.  And 
she  covered  the  costs  for  programs  Uiat 
helped  her  earn  At,  Sect^v  and  ' 
Networks  certificatioiis  as  well  as  the 
Microsolt  certified  Sohitioosfixpert 
designatioo.  She  figures  she  spetids  eight 


38%  40% 


Nelson  picks  CO 


well  as  what’s  hot  in  the  field. 

“You  weed  it  dovrn  a  little  bit  to  what 
the  comparry  needs  and  then  you  ask  if 

it’s  going  to  be  beneficial  for  me  for  the 

future.  You  don’t  just  warn  m  do  Bfbr 

the  conqtany  and  have  skills  that  wonit 
be  useful  arrywhere  else,”  she  says. 

That  iqrproach  has  helped  her  get 
ahead.  Ndson  has  held  three  jobs  at 


such  efforts  will  contitme  to’ 
out  on  her-r^surof.  She  says  employ¬ 
ers  seem  to  oqieqt  IT  staffers  to ' 
pursue  ongoing  education  just  to  stay 
employed. 

“I  think  it’s  becoming  more  so 
that  you  bave  to  have  it,  it’s  not  even 
.  putting  you  over  the  edge  to  know  all 
these  things,' she  says,  She  points  toa 
colleague  who  was  told  by  a  potential 
boss  thkteven  thou^  a  job  posting 
listed  a  number  of  certifications  as 
“preferred,”  he  really  required  them. 

demand  seem  tp  correspond  with  the 
most  sought«fter  skill  sets,  with  the 
'  popular  training  topics  dependmg  on 
the  indrvkfoal’s  specialty,  accoqling'to  ' 
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I  IT  CAREERS  TURNED  UPSIDE  DOWN 


re,  and  that  leaves  plenty  o(  costs  to 


individiial  employees. 

And  that  scenario  has  serious  drawbacks,  says  loseph  Young,  IT 
diiector  at  OK  International,  a  Garden  Grove,  CaM-basedmanu^- 


Young  says  be  pays  ibr  the  training  he  thinks  his  six-memb 
rTteamneedssothathe  —  andtherefbrehisorganization  — 
Stay  current.  T  just  make  sure  they  can  quantify  bow  their  trai 
ing  will  help  the  company  reach  strategic  goals,"  he  says,  noting 
that  he  supports  as  ■  '  •  .  .  , 


underperformiiig  IT  orgamzations;  They  don't  have  the  invest¬ 
ment  in  training,"  he  says. 

As  a  result,  many  techies  must  find  ways  to  keep  costs  in  check 
as  they  pay  fix  more  and  more  of  their  ongoing  educatkm.  They 
seek  out  webinars  and  low-cost  or  bee  online  learning  opportuni¬ 
ties,  including  massive  open  online  courses,  or  MOOCs. 

AliO.  SabbahisacaseinpoinL  He’s  a  senior  desktop  analyst  at 
a  Calilbmia  law  firoo.  He's  studying  for  a  bachelor's  d^ree  in  busi¬ 
ness  law  and  finance  ^  California  State  Unheisity,  and  be  takes 


gies.  He  signs  up  for  vendor-led  training  at  his  coonpany,  classes  at 
an  area  community  college  and  tutorials  online. 

He  acknowledges  that  H’s  an  eclectic  mix,  but  he  says  it’s 
delivering  the  knowledge  he  needs  to  earn  his  degree  and  the 
certifications  he  believes  he'll  need  to  eventually  launch  his  own 
IT  services  firm.  “There’s  enough  out  there,"  he  says,  “that  I  can 
get  what  I  need  to  get  ahead."  ♦ 


It’S  a  very  competitive  fieldy 
and  this  is  what  you  have  to  do 
to  stay  competitive. 

JACK  CUUEM,  PRESIDENT.  MODIS 
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I  IT  CAREERS  TURNED  UPSIDE  DOWN 
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This  year’s  ComputerwoHd  reader  survey  on  careers  topics  inriirates 
that  we  in  IT  have  turned  a  comer.  And,  overall,  the  new  direction 
is  good.  With  nearly  two-thirds  of  the  respondents  reporting  that 
they  paid  for  training  out  of  their  own  pockets,  we  see  that  IT  has 


I  few  conclusions  to  be  drawn  here. 
First,  we  have  given  up  relying  on  our  employers  to 
see  to  it  that  we  devel^  our  talents  and  Aill« 

It  has  become  abundantly  clear  over  the  past 
decade  that  there  is  little  difference  between  being 
a  contractor  and  being  an  employee.  In  many  parts 
of  the  world,  and  particularly  in  the  U.S.,  we  have 
made  a  collective  decision  (with  our  voles)  that  we 
want  to  be  a  society  with  high  labor  mobility,  both 

to  hire  and  fire  people.  Whether  that's  a  good  thing 
or  not  wiU  be  debat«l  for  years,  but  our  behavior 
indicates  that  we  have  accepted  this  as  feet. 

We  no  longer  expect  our  employets  to  plan  our 
careers  or  deliver  training.  And  those  who  insist 
that  it's  an  employer's  responsibility  to  take  on 
those  tasks  place  their  own  futures  in  jeopardy, 
relini)uishing  control  of  their  developmettt  to  their 
managers^  who  can  make  decisions  on  a  whim. 

Another  conclusion;  We  can  demand  pay  for  the 
skills  we  bring  to  the  job. 

In  the  old  model,  we  accepted  consistent  wages 
in  exchange  for  job  stability.  If  your  employer  paid 
for  training  to  make  you  more  valuable,  you  didn't 
expect  to  get  an  instant  raise. 

For  those  who  accept  the  idea  of  thinkir^  like  a 
free  agent,  the  new  model  represents  opportunity. 
With  security  gone  and  indivitluals  beairing  the 
burden  of  skills  devefopment,  we  can  demand 

—  if  we  invest  in  skills  for  which  demand  exceeds 


supply.  The  employment  relationship  is  now  more 
about  market  conditions  and  less  about  hierarchy. 

And  in  some  ways,  it  may  be  better  for  all  of  us, 
because  when  it  comes  to  training,  the  old  way 
didn’t  work  very  well. 

And  there’s  more  good  news.  The  new  nature 
of  employment  relationships  means  that  we  will 
learn  mote. 

Back  when  I  managed  a  group  of  too  people,  I 
realized  that  I  could  pay  people  to  attend  training 
sessions,  but  I  couldn’t  pay  them  to  letirn.  When 
they  took  classes,  they  saw  it  as  doing  me  a  fevor 
rather  than  investing  in  their  own  careers. 

When  I  shifted  to  a  shared  responsibility  model, 
things  improved.  I  agreed  to  pay  for  tuition,  but 
employees  had  to  attend  classes  on  their  own  time. 

After  that,  they  stopped  thinking  of  training  ay  a 

perk  and  started  cotisidering  it  a  career  investmeitt 
Everyone  was  better  aligned  with  business  goals. 
They  asked  to  go  only  to  training  classes  that  they 
cared  about.  And  th^  learned  much  more. 

The  other  part  of  the  deal  was  that  when  people 
demnnstrated  that  their  new  skills  tesuhed  in 
value  for  the  organization,  I  would  ardmowlerlge 
that  new  value  with  a  raise.  In  other  words,  we 
paidpeoplefbrvaluedeliveredratherthanfor 
leamir^  and  everyone  was  happier. 

Now  it  looks  like  the  decarle-loi^  statKloff  is 
over  and  that  we’ve  accepted  training  as  a  personal 
investment  rather  than  an  empfoyer  obligatioo. 
While  we  may  embrace  this  with  mixed  feelings, 
in  the  end,  we  may  well  discover  that  we  like'  it 
this  way  a  lot  better.  * 


accepted,  at  least  to  some  degree,  the  new  i 
of  employment  relationsh^. 
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Can  Amazon  Drones 
Save  the  Economy? 


IT’S  A  TENET  OF  BUSINESS  101:  Concentrate  on  your  core  business 
with  laser-like  focus,  and  cut  out  everything  else.  If  you  stray  too  far 
from  that,  the  thinking  goes,  you’re  wasting  time  and  money  and  you 
will  inevitably  be  eaten  by  your  competitors. 


If  that's  the  case,  then  Google  and  (to  a  lesser 
extern)  Amazon  are  anting  to  become  someone’s 
hmch.  Amazon  has  at  times  strayed  from  its 
primary  business,  with  things  like  Amazon  Web 
Services.  Google  is  another  matter,  spending  a 
substantial  amount  of  money  on  research  that 
is  as  br  away  as  can  be  from  its  cote  business  of 
powering  Internet  searches. 

But  I  don’t  see  either  as  being  in  danger  of 
biling  ^lending  money  on  projects  that  may  at 
times  seem  quixotic  could  very  well  fatten  their 
bottom  lines  in  the  long  run.  More  remarkably,  it 
may  ultimately  help  save  the  US.  economy. 

The  leason?  As  the  federal  government  aban¬ 
dons  fundii^  primary  and  applied  research,  the 
US.  is  in  dan^  of  fdling  beMnd  the  rest  of  the 
world  in  innovation.  But  when  companies  like 
Amazon  and  Google  fund  research  for  their  own 
purposes,  they  help  pick  up  the  slack  and  spur 
gains  throu^iDut  the  economy.  , 

Take  Google’s  most  recent  venture.  Calico,  a 
healthcare-focused  comparty  that  aims  to,  among 
other  things,  dramatically  increase  human  Icnigev- 
ity.  Could  anything  be  further  from  Google’s  core 
mission?  No.  And  yet,  Google  is  irrvesting.  Google 
co-founder  and  CEO  Larry  Page  explained  the 
dycisiou  this  way  to  Tune  magazioe;  “In  some  in¬ 
dustries,  it  takes' to  er  20  yeareto  go  from  an  idea 
to  somiefbirigbeit^  reaL  Heakbcate  is  certai^ 
one  of  those  areas.  Maybe  we  should  shoot  for  the 
things  that  are  really,  really  importartt  so  that  to 
or  20  years  from  now  we  have  those  things  done.' 

Even  though  Google  is  a  private  business,  its 


Cidico  will  use  big-dau  technology  as  part  of  its 
research,  and  its  findings  and  techniques  will 
likely  spur  other  startups  and  associated  busi¬ 
nesses  we  can  ocrly  imagine. 

Then  there’s  Google’s  research  on  self  driving 
cats.  If  successful,  other  companies  will  likely 

become  part  of  a  thriving,  related  ecosystem. 

Amazod'doesn’t  go  quite  as  far  afield  as  Google, 
but  its  big  ambitions  and  research  can  similarly 
help  not  just  the  company,  but  the  entire  economy. 
Tale  Amazrai’s  recent  announcement  that  it  was 
devefopng  a  fleet  of  drones  to  deliver  packages. 
That  help  jump-start  a  drone  market  now  in 
its  nascence.  Arid  that  market  will  be  sidrstantial. 
The  Association  firr  Unmanned  Vdiicle  Systems 
International  estimates  that  drone-related  compa¬ 
nies  will  create  mote  than  too,ooo  jobs  in  the  U.S. 
by  202$,  for  a  total  economic  benefit  of  $82  billion. 

There  was  a  time  when  the  federal  govern¬ 
ment  embraced  research  as  a  central  part  of  its 
cole,  and  in  doing  so  propelled  innovation  and  the 
country’s  economic  might  Al  Gore  may  imt  have 
insented  the  Internet  but  fixleral  funding  did, 
leading  to  explosive  growth  and  innovation  that 
will  fie  fadt  fi)r  decades  to  come.  But  this  is  an  era 
that  disdains  government  and  sees  research  as 
bureaucratic  rot  that  needs  to  be  cut 

Enter  Google.  And  Amazort  And  other  tedi 
companies.  Their  research  needs  to  take  iqr  the 
slack  as  meat  deavers  comedown  on  federal  re¬ 
search  programs.  Not  only  will  it  ukimatdy  fetten 
their  bottom  litres,  but  it  can  help  revive  the  U.S. 
economy  as  well.  • 
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